
CIT Customer Service Report for the 

Back Office Support Branch

for Saturday, June 1, 2002 to Sunday, June 30, 2002

DCS BOSB Web Other DCS BOSB Other DCS BOSB Other

Created Assigned/Pending Closed

Average   

Minutes to 

Close

Accounts

 94  0  0Access/Login  0  3  1  0  80  8  2  7

 35  0  0Deactivate/Close  0  0  2  0  25  8  0  8

 99  0  1Edit Account  3  1  7  0  62  28  5  7

 38  0  1General Info  0  0  2  0  35  2  0  9

 70  0  1Password Reset  0  0  0  0  64  3  4  8

 260  0  3,048Register/Open  0  2  10  0  3,128  167  1  10

 1  0  0Web Sponsor  0  0  0  0  1  0  0  4

Application Support

 1  0  0General Info  0  0  0  0  1  0  0  5

 1  0  0MS Office/Troubleshoot  0  0  0  0  1  0  0  9

 1  0  0OS/NOS/Troubleshoot  0  0  0  0  1  0  0  3

 1  0  0Other COTS/Troubleshoot  0  0  0  0  1  0  0  3

 1  0  0Web Apps-Request  0  0  0  0  1  0  0  5

 6  0  0Web Apps-Troubleshoot  0  0  0  1  4  0  1  6

Back Office Support

 31  0  1Add Entry  7  0  0  1  19  8  11  5

 6  0  0Assign DID-Fax  0  0  1  0  3  2  0  6

 47  0  1Backup/Restore  6  1  1  1  24  23  4  7

 10  0  0Certificate-Web  0  0  0  0  9  0  1  8

 25  0  2Configuration  2  0  2  0  12  13  2  5

 9  0  0Create DL  0  1  0  0  2  6  0  5

 6  0  0Create Server Service  0  0  0  0  3  2  1  7

 1  0  0Delete Server Service  0  0  0  0  1  0  0  21

 9  0  0Enable Blackberry Account  1  0  0  0  3  7  0  2

 10  0  0File Hosting  0  0  0  0  3  6  1  15

 1  0  0Hardware Enhancement  0  0  0  1  0  0  0  0

 2  0  0Maintenance  2  0  0  1  2  0  1  1

 3  0  0Migration/Upgrade  0  0  0  0  3  0  0  7

 0  0  0Move DHCP Scopes  1  0  1  0  0  0  0  0

 2  0  0Move PST  0  0  0  0  1  1  0  3

 132  0  1Permissions/Shares  18  1  6  0  74  58  12  5

 9  0  0Print Hosting  0  0  1  0  4  3  1  24

 5  0  1Release IP-DHCP  2  0  0  1  2  2  3  3

 2  0  0Server Recovery  2  0  0  0  1  1  2  4

 3  0  0Service Pack/Patches  0  0  0  0  2  1  0  8

 47  0  0Troubleshoot  1  0  2  0  28  15  3  10

 14  0  0Web Hosting  0  0  1  1  8  3  1  10
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DCS BOSB Web Other DCS BOSB Other DCS BOSB Other

Created Assigned/Pending Closed

Average   

Minutes to 

Close

CIT Categories

 2  0  0General Info  1  0  1  0  1  1  0  9

 1  0  0News Readers  0  0  0  0  1  0  0  26

 1  0  0Web Dev/New Proj  0  0  0  0  0  1  0  13

 29  0  0Web Site Issue  0  5  0  1  19  1  3  6

Connectivity

 0  0  0Connect Direct  1  0  0  0  0  0  1  0

 1  0  0Dial Up  0  0  0  0  1  0  0  5

 2  0  0General Info  0  0  0  0  2  0  0  9

 7  0  0Proxy Server  0  0  0  0  6  1  0  9

 8  0  0TCP/IP  3  0  0  0  6  0  5  9

 1  0  0Wireless  0  0  0  0  1  0  0  17

Email

 10  0  0Browser Mail  0  0  0  0  10  0  0  14

 163  1  3CES Secure Email  0  1  3  0  133  27  3  12

 2  0  0Dir Suppt/Change Entry  0  0  0  0  2  0  0  16

 1  0  0Dir Suppt/Info  0  0  0  0  1  0  0  3

 1  0  0Dir Suppt/Merge/Sep  0  0  0  0  0  1  0  8

 117  0  0Eudora  0  0  0  0  112  4  1  17

 132  0  0General Info  1  1  2  0  109  21  0  10

 1,223  1  4MS Outlook  11  11  12  0  1,061  134  21  11

 30  0  0Outlook Express  0  0  0  0  29  1  0  15

 247  0  0Outlook Web Access (OWA  0  1  3  1  230  9  3  10

 10  0  0Spam Mail  0  0  0  0  10  0  0  44

EOS

 0  0  1User Applications  0  0  1  0  0  0  0  0

General Information

 1  0  0Directions  0  1  0  0  0  0  0  0

 1  0  0Inquiry  0  0  0  0  1  0  0  2

Hardware

 2  0  0Acc/Periph/Troubleshoot  0  0  0  0  2  0  0  12

 1  0  0Servers/Troubleshoot  0  0  0  0  1  0  0  0

Helix Support

 1  0  0Apps/Other  0  0  0  0  1  0  0  26

NIH Services

 1  0  0Other  0  0  0  0  1  0  0  5

NIHnet

 3  0  0General Info  0  0  0  0  2  1  0  6

 1  0  0Internet Connectivity Down  0  0  0  0  1  0  0  6

 3  0  0Problem Report  0  0  0  0  3  0  0  4
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DCS BOSB Web Other DCS BOSB Other DCS BOSB Other

Created Assigned/Pending Closed

Average   

Minutes to 

Close

OS/390

 1  0  0Printer/Other  0  0  0  0  1  0  0  15

 1  0  0Wylbur  0  0  0  0  1  0  0  3

Security

 2  0  0General Info  0  0  0  0  2  0  0  34

 3  0  0Incident  0  0  0  0  3  0  0  11

User Applications

 0  0  5EOS  0  0  5  0  0  0  0  0

Wireless Services

 50  0  0BB/Configuration/Setup  0  0  0  0  42  7  1  13

 4  0  0BB/Loaner/Spare  0  0  0  0  4  0  0  4

 2  0  0BB/Purchase  0  0  0  0  1  1  0  6

 25  0  0BB/Recommendation  0  0  0  0  19  6  0  9

 2  0  0BB/Replacement  0  0  0  0  1  1  0  27

 11  0  0BB/Request  0  0  0  0  8  3  0  8

 160  0  1BB/Troubleshoot  1  0  1  0  136  22  3  16

 2  0  0Disable Blackberry Account  0  0  0  0  1  1  0  7

 11  0  0Enable Blackberry Account  1  0  0  0  8  3  1  7

 1  0  0Palm Pilot/Configuration/Se  0  0  0  0  1  0  0  2

 1  0  0Palm Pilot/Recommendatio  0  0  0  0  0  1  0  7

 3  0  0Palm Pilot/Troubleshoot  0  0  0  0  2  0  1  9

 1  0  0Windows CE/Configurati  0  0  0  0  1  0  0  6

 0  0  1Wireless Network  0  0  0  0  1  0  0  13

 3,264  2  3,072Grand Total:  64  29  65  9  5,586  614  99

 6,402Total Tickets Created:
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 103Total Tickets Assigned/Pending:

 6,299Total Tickets Closed:
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